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摘  要 
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After the economic crisis of year 2008, China domestic market of fork lift truck has 
recovered steadily. All the famous brands in the world entered China market. The 
competition of fork lift truck is getting much fiercer. As the upmarket leader, L Company 
is under the unexampled competition pressure not only on sales but also on service. In the 
past, service was running smoothly and had already played a very important role in L 
Company for both truck sales and profit earning. Due to the new challenge, the current 
service operation gradually was revealed its limitations and shortcomings which would 
be the block of the development of L Company. In the first part of this papers, the theory 
of Business Process Reengineering and Customer Loyalty were expounded which are the 
basic theories for founding the researching of the service process reengineering. After that, 
the problems and its root causes were analysed. Based on the analysis result and referred 
to the successful experience of related industries, the framework of process reengineering 
was built up by means of the overall optimization and ESIA. Then the effect of the 
reengineered process has been assessed and proved that the new process brings the higher 
efficiency of the whole service team, service business information better controlling and 
the customer satisfaction increasing. All of these can make the service to align with the 
new strategy of L Company. The innovative point of applying the Call Center into 
Service of L Company is to make the call center deeply involved in the whole service 
process. This will play a certain reference significance for the industry to compete in the 
new situation to improve service efficiency, improve customer satisfaction, establish and 
strengthen the core competitiveness of the enterprise. 
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大部分市场。但随后几年，竞争对手们竞相模仿 L 公司的成功做法，使得 L 公
司之前建立的竞争优势及差异化逐步变小。 
我国经济在经历了 2008 年的金融危机后，迅速开始复苏。但叉车制造业在
2009 年仍持续低迷，全行业的销售量在当年仍然同比下降超过了 30%。2010 年，
中国工程机械工业协会统计的数据显示，被压抑已久的叉车需求终于得到全面




























据粗略统计，国内市场中，L 公司的大大小小竞争对手已超过 1000 家。 
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